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Canada Economic 
Development 


Through its commitment to 
providing service tailored to 
its clients, Canada Economic 
Development supports devel- 
opment of the economic 
potential of the regions of — 
Quebec and the creation of 
sustainable jobs by fostering a 
business climate that enables 
SMEs to prosper and grow. 


Canada Economic Development's 
quality policy 


With a goal to satisfying the specific needs and expectations of its 
clients, the Agency is committed to providing quality service to 
SMEs and non-profit small business organizations through its 
IDEA-SME Program. 


Tailored service 

© Made-to-measure 

© Attuned to the needs of SMEs 

© Aware of specific regional characteristics 
© Flexible in its service delivery 


Professional and courteous service 

© Highly-qualitied advisors and statf 

© Hiring process based on skill and ability 
© Training and skills enhancement programs 
© Ongoing evaluation 


Accessible service 

© Jhirteen regional offices 

© Services offered in both official languages 

© Response time evaluated on a continuous basis 


Confidential service 

© Professional secrecy and oath of allegiance 

© Documents protected under the Access to Information 
Act and the Privacy Act 

© Secure office Space OL dace for do pact sarely 
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ISOS means "equal" in Greek. 
ISO is the designation used by 
the International Organization 
for Standardization to refer to 
its series of standards, which 
are based on a variety of 
requirements and aim to 
assure the quality of product 
manufacturing or service 
delivery processes. 


Canada Economic Development 
joins the movement 


Important quality processes are underway all over the world. 
Meticulously upheld and followed, these processes are transforming 
the way we conduct our work, 


The quality movement consistently and in a very real way brings us 
back to the reason for being of any organization - its clients. Service 
quality and client satisfaction are key factors in an organization's 
Success, even its very existence. 


Like private enterprise, government organizations are increasingly 
turning to quality improvement programs to enhance their service 
delivery. Canada Economic Development is among these forerunners. 


By becoming certified to ISO, the Agency also hopes it is sending a 
clear message to clients and SMEs that becoming ISO compliant is 
possible! 


ISO 9000 series standard 


This standard defines the guidelines and requirements to facilitate 
the implementation of a quality management system within enter- 
prises. It includes business procedures, processes and instructions to 
enable an organization to attain the quality standards it has set 
for itselt. 


Some examples of requirements 

© Clarification of cient needs 

© Service identification and recording of follow-up 
documentation (traceability) 

© Quality control of service delivery 

© Training: needs identification and evaluation 

© Document management 


The steps to 
certification 


© Arrive at a diagnosis 

© Set up a team responsible for 
the ISO process 

© Sensitize organization 
members 

© Develop a communications 
and consultation plan 

© Document procedures 

© Validate procedures among a 
sample group of employees 

© Computerize documents 

© Train staff 

© |mplement procedures 

© Prepare employees for 
the audit 

© Conduct internal audits 

© Successfully pass external 
audits and obtain ISO 9002 - 
certification 


Quality objective: 
An exacting process 


In 1995, the Government of Canada's Customer First: 
Quality Service Initiative motivated Canada Economic 
Development to initiate the process to obtain ISO certifi- 
cation for service delivery within its IDEA-SME Program. 
The Agency placed client service at the very heart of 
this process. 


With the support and commitment of senior management 
and the mobilization of the staff, the Agency undertook the 
quality certification process. 


In April 1996, the Agency reviewed each stage of its IDEA-~SME 
Program in minute detail. Training sessions were provided to staff 
to familiarize them with the requirements of the ISO standards and 
to inform them of the new service delivery guidelines. 
Responsibility, ongoing improvement and compliance with better 
operating methods head the list in this process. 


In January 1997, three regional offices and the head office depart- 
ments became certified to ISO. Of the 10 remaining offices, nine 
Obtained certification at the end of that same year, with the final 
Office following suit in 1998. The Agency as a whole obtained 
certification for its IDEA-SME Program in November 1998. 


° 


© Use of proven practices 

© Faster service delivery 

© Fewer forms 

© Creation of a complaint 
procedure 

© Distribution of a service 
appraisal questionnaire 
to clients | 


Ongoing improvement: 


A never-ending process 


By adopting the most effective business standards, the Agency is 
proving to cients that it is committed to making every possible effort 
to better serve their needs. 


The Agency Is proud of the quality process it has undertaken and Is 
counting on the feedback of employees and clients to further improve 
its services. 


The advantages of certification... 


... for employees: 
© Clarification of responsibilities with regard 
to service delivery 
© Simplified work procedures based on best practices 
© Work tools that are continuously improved 
and available on the Intranet 
© Ongoing self-evaluation and improvement 
of services 
© Pride and recognition 


... for clients: 

© Credible service subject to stringent business 
processes certified to the ISO 9002 standards 

© Simplified service due to fewer administrative 
requirements 

© Quality service subject to ongoing evaluation in terms 
of adaptability, accessibility, professionalism, 
courtesy and quality of services. 
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Développement 
économique Canada 
pour les régions du Québec 


Canada Economic 
Development 
for Quebec Regions 


ad | 


Canada 


www.dec-ced.gc.ca 


Visit our virtual office 
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Ou nous contacter 
To reach us 


Téléphone / Telephone: 
(514) 283-6412 


Télécopieur / Fax: 


(514) 283-3302 


Courriel/ E-mail : 
recepti0@dec-ced.gc.ca 
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